مقایسه محتوای طرح تکریم در مقایسه با اصول و مبانی مشتری‌مداری by لطیفی قرمیش, کمال & محمودی فر, یوسف
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Ö¿éñ†ìú Îéíþ ƒƒƒƒƒµôø»þ ì~ü±ü• ¶ç|ì•
Þí†ë èÇý×þ Ú±ìý¼
1
/ üõ¶Ø ì¥íõ¬ÿ|Ö±
2
| Í|ô¾õë ìÛ†èú: 82/5/58€ …¾ç|§ ðù†üþ: 92/6/58€ ¯ü±½ ìÛ†èú: 32/8/58
ìÛ†ü·ú ì¥}õ…ÿ Æ±§ {ß±üî ¬° ìÛ†ü·ú ‹†
…¾õë ô ìŒ†ðþ ì»}±ÿ|ì~…°ÿ
ìƒÛƒ~ìƒú:…¾ƒê ìƒ»ƒ}ƒ±ÿ|ì~…°ÿ ¬° ðË±üú|ø†ÿ ðõüò ì~ü±ü• ‹ú Îñõ…ó üßþ …² ›ù• âý±ÿ|ø†ÿ …¾éþ ¶†²ì†ó|ø†ÿ …ì±ô²ÿ {éÛþ
ìþ|ºõ¬€ ²ü±… ¬° Îíê ‹† ›é °Â†ü• ì»}±ü†ó ¬°ôó ô ‹±ôó ¶†²ì†ó€ Þ†°„üþ ¨õ¬ °… ¬° °…¶}†ÿ ‹ù±û|ô°ÿ ¶†²ì†ðþ ‹ú …÷Œ†– °¶†ð~û
…¶•. Æ±§ {ß±üî ðý³ ‹ú Îñõ…ó üßþ …² ‹±ð†ìú|ø†ÿ {¥õë …¬…°ÿ Þ»õ°€ ‹† ì¥õ° Ú±…°¬…¬ó ›é °Â†ü• …°‹†Ž|°›õÑ ¬° …üò °…¶}† ‹ú
…›±…Š ¬° „ì~û …¶•. ø~Ù …² …ðœ†ï …üò µôø¼€ ‹±°¶þ ì¥}õ…ÿ Æ±§ {ß±üî ¬° ìÛ†ü·ú ‹† …¾õë ô ìŒ†ðþ ì»}±ÿ|ì~…°ÿ …¶•.
°ô½ ‹±°¶þ:¬° …üò ìÛ†èú Þú ‹ú °ô½ ì±ô°ÿ ô ‹† …¶}×†¬û …²ìñ†‹Ð Þ}†‹©†ðú|…ÿ ô …üñ}±ð• ô ÷Œ• ô „ð†èý³ {œ±‹ý†– Îýñþ€
ì·}Ûýî ô â·}±¬û ðõü·ñã†ó ¬° ¶†²ì†ó|ø†ÿ ¬ôè}þ {ùýú@ô ¶Ïþ º~û …¶• Îçôû ‹± ‹ý†ó …ø~…Ù Æ±§ {ß±üî ô ìÏ±Öþ „ó ‹ú
Îƒñõ…ó üà °…øß†° ì»}±ÿ|ì~…° ¬° °…¶}†ÿ ‹±ð†ìú|ø†ÿ {¥õë …¬…°ÿ Þ»õ°€ …øíý• ›é °Â†ü• ì»}±ü†ó ¬…¨éþ ¶†²ì†ó
)Þ†°Þñ†ó( ô {õ…ðíñ~¶†²ÿ ô …ðãý³½ „ðù† ‹ú Îñõ…ó ý¼ º±É …›±…ÿ …üò Æ±§ ‹±°¶þ º~û ô ìý³…ó {Ç†‹Ü …üò Æ±§ ‹† …¾õë ô
ìŒ†ðþ ì»}±ÿ|ì~…°ÿ ìõ°¬ ‹¥™ ô ‹±°¶þ Ú±…° âý±¬. ‹ú ¬èýê {†²û|âþ€ Â±ô°– …›±… ô â·}±¬âþ …üò Æ±§ ¬° ¶Ç¦ Þ»õ°€
…ðœ†ï …üò µôø¼|ø†üþ ¬° …üò ²ìýñú ‹·ý†° Â±ô°ÿ ‹ú ðË± ìþ|°¶~.
ì±ô°ÿ ‹± ìÇ†èÏ†–:Îí~û ìÇ†èÏ†– …ðœ†ï º~û ð»†ó ¬…¬û …ð~ Þú ‹ý»}±üò ì»ßç– ðË†ï …¬…°ÿ Þ»õ° ¬° ‹©¼ ðý±ôÿ
…ð·†ðþ …¶• Þú …øî „ó ð~…º}ò …ðãý³û€ Î~ï {†ìýò …Ú}¿†¬ÿ ô ðý†²ø†@ ô›õ¬ ì¥†ÖËú Þ†°ÿ ô°ô…‹È Þ†° ð†ìÇéõŽ …¶•. ¬° ‹©¼
¶ý·}î|ø† ô °ô½|ø† ðý³ Þî {õ›ùþ ‹ú ì»}±ÿ â±…üþ ô ì~ü±ü• Þý×ý• ®Þ± º~û …¶•. {õ›ú ‹ú ì»}±ÿ|ì~…°ÿ ‹ú Îñõ…ó °…øß†°
ì»}±á {í†ï µôø¼|ø†ÿ ì¯Þõ° ìÇ±§ â±¬ü~û …¶•. ¬° ì¿õ‹ú Æ±§ {ß±üî {†ìýò ìñ†ÖÐ …°‹†Ž|°›õÑ ‹± ìñ†ÖÐ ìõö ¶·ú ô …°…ˆú
¬øñ~â†ó ¨~ì• {±›ý¦ ¬…¬û º~û …¶•€ Þú …üò Þî {õ›ùþ ìõÖÛý• ¶†²ì†ó °… ¬° …üò °…¶}† ‹ú Ÿ†è¼ Þ»ý~û …¶• .
ð}ýœú|âý±ÿ:Æ±§ {ß±üî ‹ú Îñõ…ó üà °…øß†° ì»}±ÿ|ì~…° ¬° °…¶}†ÿ …üœ†¬ {¥õë …¬…°ÿ Þ»õ°€ ‹†ü~ ‹† {õ…ðíñ~¶†²ÿ€ ¤í†ü•
øíú|›†ðŒú ô…ðãý³½ …°…ˆú ¬øñ~â†ó ¨~ì†– …² Æ±üÜ …Îí†ë ì~ü±ü• Îéíþ ô Þ†°„ì~€ ì»}±ü†ó ¬…¨éþ °…¬° …ôèõü• {õ›ú Ú±…°
¬…¬û {† …² Æ±üÜ ›é °Â†ü• „ðù†€ ‹ùŒõ¬ ì·}í± Þý×ý• ¨~ì†– {¥ÛÜ ü†Ö}ú ô °Â†ü• ì»}±ü†ó ¨†°›þ ¶†²ì†ó ðý³ ›é ºõ¬.
Þéý~ ô…´û|ø†:Æ±§ {ß±üî ì±¬ï€ ì»}±ÿ|ì~…°ÿ€ …°‹†Ž|°›õÑ ì~…°ÿ
1- Þ†°ºñ†¹ …°º~€ ì·‰õë „ìõ²½ ‹ù~…º• ì±Þ³ ‹ù~…º• ºù±¶}†ó ‹õÞ†ó€ ðõü·ñ~û ì·‰õë )moc.oohay@ifital_talks :liamE(
2- ì±‹þ â±ôû ±¶}†°ÿ€ ¬…ð»ã†û „²…¬ …¶çìþ ìù†‹†¬
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…¾ê ì»}±ÿ|ì~…°ÿ ô ›é °Â†ü• ì}Û†Âý†ó ¨~ì†– ¬°
ðË±üú|ø†ÿ ðõüò ì~ü±ü• ‹ú Îñõ…ó üßþ …² ›ù• âý±ÿ|ø†ÿ
…¾éþ ¶†²ì†ó|ø†ÿ …ì±ô²ÿ {éÛþ ìþ|ºõ¬ ô ¬° µôø¼|ø†ÿ
ì}Ï~¬ ðý³ Þ†°„üþ ¨õ¬ °… ¬° ›ù• ‹ùŒõ¬ Îíéß±¬€ ‹ù±û|ô°ÿ
ô ìõÖÛý• ìõö ¶·†– ì©}éØ ‹ú …÷Œ†– °¶†ðý~û …¶•. ]11-1[
¬° ðƒËƒ†ï …¬…°ÿ ô …›ƒ±…üƒþ ðƒýƒ³ °Âƒ†ü• ì±¬ï …² ¨~ì†–
¬¶ƒ}ã†û|ø†ÿ ¬ôè}þ üßþ …² º†¨À|ø†ÿ …¾éþ Þ†°„ì~ÿ ô
°º~ ô {õ¶Ïú ìþ|‹†º~ ô ìõö è×ú ø†üþ …² ÚŒýê ¶±Î•€ ¾¥•
ô ¬Ú• ¬° …ðœ†ï Þ†° ì±…›Ï†ó€ Ÿãõðãþ °Ö}†° ô ‹±¨õ°¬ ‹†
¨~ì• âý±ð~â†ó ô …ÆçÑ|°¶†ðþ ìñ†¶€ Îõ…ìéþ ø·}ñ~ Þú
ìƒƒƒõ›ƒƒƒ °Âƒƒƒ†üƒƒ}ƒƒíƒƒñƒƒƒ~ÿ ¨ƒƒ~ìƒƒ•|âƒýƒƒ±ðƒƒ~âƒƒ†ó ô ìƒƒ±…›ƒÏƒýƒƒò
¬¶ƒ}ƒãƒ†û|øƒ†ÿ ¬ôèƒ}þ ìþ|ºõð~ ]2-1€ 8-6ô31-21[ ô …üò ø† …²
›íéú …ø~…Ù Æ±§ {ß±üî ø·}ñ~ Þú ìþ|{õ…ó ‹† …üœ†¬ …ðãý³û
Úõÿ ¬° Þ†°Þñ†ó ‹ú „ðù† ¬¶• ü†Ö•. ]3-1[
…°…ˆú ¨~ì†– ‹† Þý×ý• ø± Ÿú ìÇéõŽ {± ‹ú „¤†¬ ›†ìÏú€
†¶©ãõüþ øíú …Ö±…¬ ¬° ìÛ†‹ê ì·õö èý•|ø† ô…¨}ý†°…– „ðù†€
ô…² øƒƒíƒƒƒú ìƒƒùƒƒƒî {ƒƒƒ± >›ƒƒéƒƒƒ °Âƒƒ†üƒƒ• ìƒƒ±¬ï<€ …² ìƒùƒƒî {ƒƒ±üƒƒò
¶ƒýƒƒ†¶ƒƒ•|øƒƒ†ÿ ¬ôèƒƒ• ›ƒíƒùƒƒõ°ÿ …¶ƒçìƒþ …üƒ±…ó …¶ƒ•]3[ ô
¬¶}ýƒ†‹ƒþ ‹ƒú …üò ìùî ›³ ‹† ‹†²ðã±ÿ ô …üœ†¬ ‹±¨þ {Óýý±…–
…¾ç¤þ ¬° ²ìýñú|ø†ÿ ìõ›õ¬€ ‹õüµû ¬° ìñ†‹Ð …ð·†ðþ ‹ú Îñõ…ó
°Þƒò ¶ƒ†²ìƒ†ó Þƒú ‹ƒ† °¶ýƒ~ó ‹ƒú øƒ~Ù °…‹Çƒú ì·}Ûýíþ ¬…°¬€
ìíßò ðíþ â±¬¬. …øíý• ìñ†‹Ð …ð·†ðþ ¬° ¶†²ì†ó|ø† ‹ú ¤~ÿ
…¶• Þú ÞõŸß}±üò ¨ééþ ¬° {†ìýò ô ðãù~…°ÿ ô {õ¶Ïú „ó
¶†²ì†ó °… ¬Ÿ†° °Þõ¬ ô ‹ùî °ü©}ãþ ìþ|ðí†ü~. ]4€ 6ô51-41[
ð}ýœú {¥ÛýÛ†– …¨ý± ð»†ó ìþ|¬ø~ Þú ‹ý»}±üò ì»ßç–
ðËƒ†ï …¬…°ÿ Þ»ƒõ° ¬° ‹©ƒ¼ ðý±ôÿ …ð·†ðþ …¶• Þú …øî „ó
ðƒ~…º}ƒò …ðãýƒ³û€ Îƒ~ï {ƒ†ìýƒò …Ú}¿†¬ÿ ô °ÖÐ ðý†²|ø†ÿ °ô…ðþ
Þ†°â³…°…ó€ ô›õ¬ ì¥†ÖËú Þ†°ÿ ô °ô…‹È Þ†° ð†ìÇéõŽ …¶•.
¬° ‹©¼ ¶ý·}î|ø† ô °ô½|ø† ðý³ Þî {õ›ùþ ‹ú ì»}±ÿ â±…üþ
ô ìƒƒƒ~üƒƒ±üƒƒ• Þƒýƒ×ƒýƒƒ•€ ô›ƒƒõ¬ °ô½|øƒƒ†ÿ ¬¶ƒ}ƒƒþ ô ¶ƒñƒ}ƒƒþ ô
ð†Þ†°„ì~ÿ ¶ý·}î …ÆçÑ|°¶†ðþ Ú†‹ê ®Þ± …¶•. ]8-6ô81-61[
Úƒƒõ– âƒƒ±Öƒ}ƒò ðÛƒ¼ ì»}ƒ±üƒ†ó ô …Öƒ³…üƒ¼ Úƒ†‹ƒê ìƒç¤Ëƒú
{ƒƒõÚƒÏƒƒ†– „ðƒùƒƒ† …² Öƒ±…ô°¬û|øƒ† ô ¨ƒ~ìƒ†–€ ðƒýƒ†² ‹ƒú ¬âƒ±âƒõðƒþ
Ÿƒ»ƒíãýƒ± °… ¬° ¶ƒ†²ìƒ†ó ¬° °…¶}ƒ†ÿ Öé·×ƒú ì»}ƒ±ÿ|ìƒ~…°ÿ
‹ƒú|ô›ƒõ¬ „ô°¬û …¶ƒ•. ]92-91[ ð}ƒ†üƒ ƒµôøƒ¼|øƒ†ÿ â·}±¬û
¶†ë|ø†ÿ …¨ý± ¬° Þ»õ° Þç_  ‹ú üà °…û ¤ê ì»}±á °¶ý~û …ð~
ô „ó …üñßú Ö±øñä ì»}±ÿ|ì~…°ÿ ô{ß±üî …°‹†Ž|°›õÑ ‹†ü~
¬° ¶±èõ¤ú {í†ï ÖÏ†èý•|ø† ì~ ðË± Ú±…° âý±¬. ]12[
ðË†ï …¬…°ÿ Þ»õ° …² „¶ý|ø† ô ì»ßç– …¶†¶þ ¬°°ð
º~ü~ÿ …¶• ‹ú âõðú|…ÿ Þú ‹ú ðË†ï|ìñ~ÿ „ó ‹ú º~– ¾~ìú
²¬û ô {ƒƒõ…ó ‹ƒƒ†èƒñƒƒ~âƒƒþ °… …² „ó ¾ƒéƒ ðíƒõ¬û …¶ƒ•. ]32-22[
…¾ç§ …üò ðË†ï …â± Ÿú ‹¥™ ¬ü±üñú|…ÿ ¬° Þ»õ° ¬…°¬€ ôèþ …²
‹Ï~ Îéíþ Þí}± ‹ú „ó {õ›ú º~û …¶•. ]42[
‹ƒƒƒƒ±…ÿ {ƒƒÓƒƒýƒƒýƒƒƒƒ±…– …¾ƒƒƒƒç¤ƒƒƒþ ¬° ¶ƒƒƒ†²ìƒƒƒ†ó€ ‹ƒƒƒõüƒƒƒµû …² ‹ƒƒÏƒƒƒ~
ì»}±ÿ|ì~…°ÿ ô {ß±üî ì±¬ï ‹†ü~ Þ†° °… …² ðý±ôÿ …ð·†ðþ º±ôÑ
Þƒƒ±¬ ]52[. Öƒƒ±¬ ìƒñƒŒƒÐ {¥ƒ±á ô ðýƒ±ôÿ ¨ƒçÝ ¶ƒ†²ìƒ†ó …¶ƒ• ô
ìƒþ|{ƒõ…ðƒ~ ¶ƒ†²ìƒ†ó °… ¬° ›ƒùƒ• ¤ƒ×ƒÌ ìƒñ†ÖÐ ¨õ¬ {Óýý± ¬ø~ ô
ø~Ù|ø†ÿ ¬¶}ã†û °… ìõ°¬ ¶õö …ë ô …¶}ýÃ†§ Ú±…° ¬ø~. ]31ô62[
‹† …üò ô›õ¬ ‹† …¶}×†¬û …² …ðãý³…ðñ~û|ø†ÿ ìõö ÷± ìý}õ…ó ¬° …Ö±…¬ ð×õ®
ðíõ¬ ô {ÏéÜ ¨†Æ± „ðù† ‹ú â±ôû ô ¶†²ì†ó °… ¬°°…¶}†ÿ …ø~…Ù
â±ôøþ ô ¶†²ì†ðþ …üœ†¬ ô …°{Û† ¬…¬ ô ¬° ›ù• ‹†èñ~âþ ô°º~ ô
{õ¶Ïú ¶†²ì†ó ‹ú Þ†° â±Ö•. ]4€8ô82-72[
ìƒ¿ƒõ‹ƒú ðƒõ¬ìƒýƒò ›ƒéƒ·ƒú ìƒõ°¨ƒú 52/1/1831 ºƒõ°…ÿ Îƒ†èƒþ
…¬…°ÿ Þú ‹ú ý»ñù†¬ ¶†²ì†ó ì~ü±ü• ô ‹±ð†ìú °ü³ÿ Þ»õ° {¥•
Îñõ…ó>Æ±§ {ß±üî ì±¬ï ô ›é °Â†ü• …°‹†Ž|°›õÑ ¬° ðË†ï
…¬…°ÿ< ¾ƒõ°– âƒ±Ö}ƒú€ üßƒþ …² âƒ†ï|ø†ÿ ìùî ¬° ›ù• ‹ùŒõ¬
°ôð~ …°…ˆú ¨~ì†– …¬…°ÿ ô ðýê ‹ú ìÛ†¾~ ÖõÝ {éÛþ ìý»õ¬ Þú
ÖÛÈ ‹† ì¥õ° Ú±…° ¬…¬ó ìñ†‹Ð …ð·†ðþ ô ‹ñ† ‹ú ¨õ…¶• ô …°…¬û „ðù†
Îíéþ ìþ|â±¬¬. °ôð~ …›±…üþ …üò Æ±§ ìõ°¬ {†Þý~ ¨†Á ¬ôè•
‹õ¬û ô ²ü± ðË± ì·Ûýî °ü†¶• ›íùõ°ÿ ìþ|‹†º~. ]92[ ‹ú øíýò
¬èýƒê Âƒ±ô°– …ðœƒ†ï …üƒò ƒµôøƒ¼ ‹ƒú Ú¿ƒ~ ìÛƒ†ü·ƒú …ø~…Ù ô
ìÛ†¾~ Æ±§ {ß±üî ‹† …¾õë ô ìŒ†ðþ ì»}±ÿ|ì~…°ÿ ô {Ïýò ðÛ†É
ÂÏØ ô Úõ– „ó ô ¬° ðù†ü• …°…ˆú ý»ñù†¬…{þ ‹±…ÿ ‹ùŒõ¬ °ôð~
…›±…üþ …üò Æ±§ …² Æ±Ù µôø»ã± …¤·†¹ º~.
°ô½ µôø¼
¬° …üƒò ìƒÛƒ†èƒú Þƒú ‹ƒ† …¶ƒ}ƒ×ƒ†¬û …² ìƒÇƒ†èƒÏƒ†– Þ}†‹©†ðú|…ÿ ô ìñ†‹Ð
…üƒñƒ}ƒ±ð}þ€ øí¡ñýò ÷Œ• ô „ð†èý³ ð}ýœú ì»†ø~…– ô {œ±‹ý†–
Îýñþ µôø»ã± ¬° ¶†²ì†ó|ø†ÿ ¬ôè}þ ‹ú °ô½ ì±ô°ÿ {ùýú
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Þí†ë èÇý×þ Ú±ìý¼€ üõ¶Ø ì¥íõ¬ÿ|Ö±
âƒ±¬üƒ~û …¶ƒ•€ ¶ƒÏƒþ ºƒ~û ‹ƒ† ‹ƒ±°¶ƒþ ìƒ¥}õ…üþ ì¿õ‹ú Æ±§
{ß±üî ô ìÛ†ü·ú …ø~…Ù ô …¶}±…{µÿ|ø†ÿ „ó ‹† …¾õë ô ìŒ†ðþ
ì»}±ÿ|ì~…°ÿ ‹ú Îñõ…ó üà °ô½ ›†ìÐ ‹±…ÿ ›Ž¯ ô ›é
°Â†ü• ì»}±ü†ó {õ¶È ¶†²ì†ó|ø†ÿ …ì±ô²ÿ€ ðÛ†É ÂÏØ ô
Úƒõ– …üƒò Æƒ±§ ìƒ»ƒ©ƒÀ ºƒ~û ô ý»ñù†¬…{þ Þ†°‹±¬ÿ ‹±…ÿ
…›ƒ±…ÿ ›ƒ†ìƒÐ ô ìƒõö ÷ƒ± …üƒò Æƒ±§ ¬° ¶ƒ†²ìƒ†ó|øƒ†ÿ ¬ôè}þ …°…üú
âƒ±¬¬. ‹ú ¬èýê {†²û|âþ ô Â±ô°– …›±…ÿ …üò Æ±§ {¿õü
º~û ‹ú Îñõ…ó üßþ …² ø×• ‹±ð†ìú ìùî {¥õë …¬…°ÿ ¬° ¶Ç¦
Þ»õ° {õ¶È ¶†²ì†ó|ø†ÿ ¬ôè}þ ô Þéýú ìõö ¶·†{þ Þú ‹ú ð¥õÿ
…² ‹õ¬›ú Îíõìþ …¶}×†¬û ìþ|Þññ~ ô …üñßú ìõ°¬ {†Þý~ ¨†Á
ìƒÛƒ†ìƒ†– Þƒ»õ°ÿ ‹õ¬û ô …²›íéú ìŒ†¤™ ìùî °ô² ìþ|‹†º~€
…ðœ†ï Ÿñýò µôø¼|ø†üþ ‹·ý†° Â±ô°ÿ ‹ú ðË± ìþ|°¶~.
ì±ô°ÿ ‹± ìÇ†èÏ†–
øƒƒ± ¶ƒƒ†²ìƒƒ†ó ¬ô °…û ¬° ƒýƒƒ¼ ¬…°¬ ô „ó …ðƒÇƒŒƒ†Ý üƒ† ²ô…ë …¶ƒ•.
Ÿƒƒƒ†èƒƒ¼|øƒƒ†ÿ Îƒíƒƒ~û|…ÿ Þƒƒú øƒƒ± ¶ƒƒ†²ìƒƒ†ó ‹ƒƒ† „ó °ô ¬° °ô¶ƒƒ•€
ì~ü±ü• …÷± ‹©¼ ¬â±âõðþ ô {¥õë …¶•. ì~ë|ø† ô Ö±…üñ~|ø†ÿ
‹ƒ·ý†°ÿ °… ìþ|{õ…ó ‹±…ÿ {†÷ý±â¯…°ÿ ‹± ¬â±âõðþ ¶†²ì†ðþ ‹ú
Þ†°‹±¬ Þú ‹·}ú ‹ú ôÂÏý• ì¥ýÈ ¬°ôó ô ‹±ôó ¶†²ì†ó ìþ|{õ…ó
…² ø± Þ~…ï …² …üò °ô½|ø† …¶}×†¬û ðíõ¬. ]13-03[
‹Ï~ …² ý±ô²ÿ …ðÛçŽ …¶çìþ ¬° …ü±…ó€ …üœ†¬ {¥õë ¬°
ðƒËƒ†ï …¬…°ÿ Þƒ»ƒõ° ô ðƒýƒê ‹ƒú ðƒËƒ†ï …¬…°ÿ ìÇéõŽ øíõ…°û …²
¬Ò~Òú|ø†ÿ …¾éþ ì±¬ï ô ì·õö èýò ðË†ï ‹õ¬û …¶•. ]33-23[
ºõÝ {¥õë ¯ü±ÿ ô …ðœ†ï …¾ç¤†– ì·}í± ¬° ¶†²ì†ó|ø†ÿ
…¬…°ÿ ô ì±…Þ³ Îíõìþ …Þñõó ¬° ›ù†ó ‹ú ¾õ°– üà ¤±Þ•
Öƒ±…âƒý± ¬°„ì~û …¶•. ]43[ ‹± øíýò …¶†¹ ¬° ‹ýò ì~ë|ø†ÿ
ì©}éØ€ …èãõÿ ‹±ð†ìú °ü³ÿ °…øŒ±¬ÿ Þú üà …èãõÿ ì~ü±ü}þ
ô ‹† ðã±½ ¶ý·}íþ …¶•€ ‹±…ÿ ý»Œ±¬ °ôð~ …¾ç¤†– ¬°
ðË†ï …¬…°ÿ …ü±…ó …ð}©†Ž ô ‹ú Þ†° â±Ö}ú º~]42-32[ Þú Æ±§
{ß±üî ðý³ ‹ú Îñõ…ó üßþ …² ø×• ‹±ð†ìú ›†ìÐ ì¿õŽ ‹ú …›±…
¬° „ì~ {† ð·Œ• ‹ú …ðœ†ï ìõ…°¬ ²ü± {õ¶È ¬¶}ã†û|ø†ÿ ¬ôè}þ ô
ðù†¬ø†üþ Þú …² ‹õ¬›ú Îíõìþ …¶}×†¬û ìþ|Þññ~€ …Ú~…ï ºõ¬:
- ºƒ×ƒƒ†Ù|¶ƒƒ†²ÿ ô ìƒ·ƒ}ƒñƒƒ~¶ƒƒ†²ÿ ðƒ¥ƒƒõû …°…üƒƒú ¨ƒ~ìƒ†– ‹ƒú
…°‹†Ž|°›õÑ@ - …ÆçÑ|°¶†ðþ …² ð¥õû …°…üú ¨~ì†– ‹ú ì±¬ï@
- {~ôüò ìñ»õ° …¨çÚþ ¶†²ì†ó ¬° …°{Œ†É ‹† ì±¬ï@ - ‹ùŒõ¬ ô
…¾ƒç§ °ô½|øƒ†ÿ …°…ˆú ¨~ì†– ‹ú ì±¬ï@ - ðË± ¶ñœþ …²
ì±¬ï ¬° ¨¿õÁ ð¥õû …°…üú ¨~ì†– ¬¶}ã†û|ø†ÿ …›±…üþ@
- ðƒËƒ†°– ‹ƒ± ¤ƒ·ƒò °Öƒ}ƒ†° Þƒ†°Þñ†ó ¬¶}ã†û|ø†ÿ …›±…üþ ‹†
ì±¬ï@ - {»õüÜ ô {Û~ü± …² ì~ü±…ó ô Þ†°Þñ†ó ìõÖÜ ô ‹±¨õ°¬
Úƒ†ðƒõðƒþ ‹ƒ† ìƒ~üƒ±…ó ô Þƒ†°Þƒñƒ†ðþ Þú ìõ› ð†°Â†ü}þ ì±¬ï
ìƒþ|âƒ±¬ðƒ~@ ô - ¶ƒ†üƒ± ìƒõ…°¬ ìƒ±{ƒŒÈ ìê˜ ìŒ†°²û ‹† …°{»†Š ô
„ìõ²½ ô {õ›ýú ì~ü±…ó ô Þ†°ºñ†¶†ó. ]1[
¬° øƒíƒýƒò °…¶ƒ}ƒ† >‹ƒ†²ðƒãƒ±ÿ€ …¾ƒç§ ô ìƒùƒñƒ~¶ƒþ ìƒœ~¬
Ö±…üñ~ø† ‹ú|ìñËõ° …°{Û†ÿ Þý×ý• …°…ˆú ¨~ì†– ‹ú …°‹†Ž|°›õÑ
{ƒõ…ï ‹ƒ† …ÆƒçÑ|°¶†ðþ º×†Ù ô ¤~…Þ±˜ …ìß†ó ›é °Â†ü•
„ðù†<€ …² ›íéú …ø~…Ù ô ì¥õ°|ø†ÿ …¾éþ …Ú~…ì†– …üò Æ±§
ì¥·õŽ ìþ|ºõð~€ Þú ¤õë ì¥õ° ‹ùŒõ¬ Þý×ý• Ú±…° ¬…°ð~.
Þý×ý•
Þý×ý• ‹†ü~ …² ¬ü~â†û ì¿±Ù Þññ~û ‹±°¶þ ºõ¬. Þý×ý• üÏñþ
øƒ± Ÿý³ÿ Þú …°²½ ì¥¿õë ü† ¨~ì• °… …² ðË± ì»}±ÿ ô
…°‹†Ž|°›õÑ ‹†æ ‹Œ±¬. ]61€ 81ô53[¬° {†Þý~ ‹±…øíý• Þý×ý• ô
ýõð~ „ó ‹† {í†ï ‹©¼|ø†ÿ Ö±…üñ~ ô ¶†²ì†ó â×}ú º~û …¶• Þú
…â± …² ì† ±¶ý~û ºõ¬ Þý×ý• Ÿý·•‚ ìþ|{õ…ðýî †¶ª ¬øýî:
Þý×ý• ‹±…‹±…¶• ‹† °Â†ü• ô …Î}í†¬ ì»}±ÿ€ ‹†²â»• ô
…Ö³…ü¼ {Ï~…¬ ì»}±ÿ€ {õ¶Ïú ô …¶}í±…° ÖÏ†èý•|ø†ÿ ¶†²ì†ó€
„ð¡ú Þú ‹†ü~ ì·õö æðú …ðœ†ï ¬øýî ô¬°ðù†ü• õü†üþ€ ºßõÖ†üþ€
‹ù±û|ô°ÿ Ö³…üñ~û ô …¶}í±…° °ô²…Ö³ôó ìõÖÛý•|ø†ÿ ¶†²ì†ó ¬°
¶ƒ†üƒú ‹ùŒƒõ¬ ì·}íƒ± Þý×ýƒ•. ‹ùŒƒõ¬ ì·}íƒ± Þý×ýƒ• ðýƒ³ Ö±…üñ~ÿ
…¶• Þú º±ôÑ „ó ìñõÉ ‹ú …¤·†¹ {Ïù~ ì~ü±…ó …°º~ ¶†²ì†ó
ìƒƒþ|‹ƒ†ºƒ~. ]83-63[ ì»}ƒ±ÿ|ìƒ~…°ÿ ì¥ƒõ° …¾éƒþ ‹¥ƒ™ Þý×ýƒ•
…¶• ô ‹ú|Îñõ…ó …ðÛçŽ …ôë ¬° {×ß± ì~ü±ü• ì¥·õŽ ìþ|ºõ¬.
ì~ü±…ó ‹†ü~ ‹† „ìõ²½ ì×ùõï ì»}±ÿ|ì~…°ÿ ô ‹†²…°ì¥õ°ÿ ‹ú
Þ†°Þñ†ó€ ‹ú {õ…ð†¶†²ÿ „ðù† ‹ú|Îñõ…ó üßþ …² ¶†¨•|ø†ÿ ôüµû …üò
ºýõû ì~ü±ü}þ {õ›ú ¨†Á ¬…º}ú ‹†ºñ~. ]34-93[
ìƒ×ƒùƒƒõï ‹ƒ†²…° ìƒ¥ƒõ°ÿ üƒÏƒñƒþ øƒ± ›ƒ³ˆƒþ …² Þƒ†° ¶ƒ†²ìƒ†ó
ìƒ»ƒ}ƒ±ÿ ¬…°¬ ô ›éƒ °Âƒ†üƒ• ì»}ƒ±ÿ ìŒñƒ†ÿ Þƒ†° ¶ƒ†²ìƒ†ó
…¶•. ì»}±ÿ Ö±¬ ü† â±ôøþ …² …Ö±…¬ ø·}ñ~ Þú Þ†° ü† ð}ýœú Þ†°
ìõ¶·ú °… ¬°ü†Ö• ìþ|Þññ~. è¯… Þ†°ÿ Þú ¬° ¶†²ì†ó ì»}±ÿ
ð~…º}ú ‹†º~€ ðý†²ÿ ‹ú …ðœ†ï „ó ðý·•. ]93ô54-44[
D
ow
nl
oa
de
d 
fro
m
 jh
a.i
um
s.a
c.i
r a
t 1
2:5
5 I
RD
T o
n S
atu
rda
y S
ep
tem
be
r 2
nd
 20
17
10
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›é °Â†ü• ì»}±ü†ó
ºƒýƒõû|øƒ† ô ðƒ·ƒª ìƒ©ƒ}ƒéƒ×ƒþ ‹ƒ±…ÿ ›ƒéƒ °Âƒ†üƒ• ìƒ»ƒ}ƒ±ÿ ô
…°‹†Ž|°›õÑ …°…ˆú º~û …¶• Þú ìœíõÎú ìõ…°¬ ²ü± ‹± â±Ö}ú
…² …øî „ðù† …¶•. ]12ô84-44[:
- {Ïýýƒò ô {Œýýƒò ì†ìõ°ü• ¶†²ì†ó ¬° °…¶}†ÿ {†ìýò ìñ†ÖÐ ô
¨õ…¶}ú|ø†ÿ ì»}±ÿ@
- {Ïù~ ô ¬°âý±ÿ ¬…ˆíþ ì~ü±…ó …°º~ ¶†²ì†ó ‹±…ÿ ý»Œ±¬
Þ†°|ø†ÿ ì±‹õÉ ‹ú ì»}±ÿ@
- âƒƒ³üƒñƒƒ¼ Þƒƒ†°Þƒñƒƒ†ó ìƒñƒƒ†¶ƒŒƒƒþ Þƒƒú …øíýƒ• ÖƒõÝ|…èÏƒ†¬û|…ÿ ‹ƒú
ì»}±ü†ó ¬…¬û ô {õ…ó ‹±Ú±…°ÿ …°{Œ†É ìÇéõŽ ‹† „ðù† °… ¬…º}ú ô
øƒíõ…°û †¶©ãõÿ „ðù† ‹õ¬û ô ºß†ü†– ô…¾éú °… ‹† ¬Ú• ô
…øíý• ²ü†¬ÿ ‹±°¶þ ìþ|Þññ~@
- „ìõ²½ ô ‹ù·†²ÿ Þ†°Þñ†ó@
- °…ü ¶†¨}ò …¶}†ð~…°¬|ø†ÿ Þý×ý• ô …°²ü†‹þ ¬…ˆíþ ìý³…ó
°Â†ü• ì»}±ü†ó@
- …¶ƒ}ƒ×ƒƒ†¬û …² Öƒñƒƒ†ô°ÿ °ô² ‹ƒƒ±…ÿ ¬¶ƒ}ƒýƒƒ†‹ƒþ ‹ƒú °Âƒ†üƒ•
ì»}±ÿ@
- ¨çÚý• ‹±…ÿ ¤±Þ• ‹ú Ö±…¶õÿ …ð}Ë†°…– ì»}±ÿ@
- …üœ†¬ ìñ†ÖÐ ì»}±á ‹ýò ì»}±ÿ ô …°…ˆú|Þññ~û@
- …üƒœƒƒ†¬ ÎƒƒçÚƒƒú ÚƒéƒŒƒƒþ ‹ƒƒú ìƒ»ƒ}ƒƒ±ÿ ðƒƒú ÖƒÛƒƒÈ ‹ƒƒú|¨ƒƒ†Æƒƒ± …üƒñßƒú
{†ìýò|Þññ~û ìñ†ÖÐ ¶†²ì†ó ô …ÎÃ†ÿ „ó …¶•@
- ¬…º}ò ¶ý†¶• ‹†² ¬° {·ùýî Öñ†ô°ÿ€ °…øŒ±¬ø†€ ô…ÆçÎ†–
ø³üñú|…ÿ@
- {ƒ»ƒõüÜ ì±ô›ýò ô ÖÏ†æó …ü~û ì»}±ÿ|ì~…°ÿ ¬° ¬…¨ê ô
¨†°ž ¶†²ì†ó ‹ú …ð¥†ÿ ì©}éØ@
- ‹ƒ±Úƒ±…°ÿ ðƒËƒ†ï ƒýƒ»ƒñƒùƒ†¬…– ô ‹ƒ†²¨ƒõ°¬|øƒ†ÿ Ÿñ~›†ðŒú ‹ú
ºýõû|ø†ÿ ìõö ÷± ô ›†ìÐ@
- ‹ƒ±°¶ƒþ€ ‹ƒ†²ðƒãƒ±ÿ€ …¾ƒç§ ô ìƒùñ~¶þ ìœ~¬ Ö±…üñ~|ø†ÿ
ì©}éØ Þ†°ÿ@
- ‹ƒ±Úƒ±…°ÿ ¶ƒýƒ·ƒ}ƒî …ÆƒçÑ|âƒýƒ± ô …¾ƒç§|Þƒñƒñƒ~û ‹±…ÿ ‹ùŒõ¬
Îíéß±¬ø† ô ›éõâý±ÿ …² …º}Œ†ø†–@
- ¶ùõè• ô °…¤}þ ¬° ¬¶}±¶þ ì»}±ÿ ‹ú ¨~ì†–@
- º×†Ù|¶†²ÿ ô »}ýŒ†ðþ …ÆçÎ†{þ ô Öñþ ÚŒê ô ‹Ï~ …² …°…ˆú
Þ†æ ô ¨~ì†– ‹ú ì»}±ÿ@ ô
- …ðÏÇ†Ù|¯ü±ÿ ô {ñõÑ ¬° …°…ˆú ¨~ì†– ô Þ†æø†.
ì»}±ÿ|ì~…°ÿ ô {ß±üî …°‹†Ž|°›õÑ
°Âƒ†üƒ• ì»}ƒ±ÿ °… ìƒþ|{ƒõ…ó ýƒ¼ ºƒ±É {í†ï ìõÖÛý•|ø†ÿ
‹Ïƒ~ÿ ¶ƒ†²ìƒ†ó ìÏƒ±Öþ ðíõ¬. …ì±ô²û {õ›ù†– °ô²…Ö³ôó ‹ú
¨ƒõ…¶}ƒú|øƒ†ÿ ì»}ƒ±üƒ†ó€ ‹·ýƒ†°ÿ …² ìƒõö ¶·ƒ†– °… ìœŒƒõ° ‹ƒú
‹ƒùƒŒƒõ¬ ô …°{ƒÛƒ†ÿ …°{ƒŒƒ†Æ†– ‹† ì»}±ü†ó ðíõ¬û …¶•]54-44[.
ìƒ»ƒ}ƒ±ÿ Þ·þ …¶• Þú ðý†²½ )Þ†æ ô ¨~ì†–( °… ¨õ¬½
{Ï±üØ ìþ|Þñ~ ô ¤†Â± …¶• ‹†‹• …°²ºþ Þú ‹±…ÿ „ó ì}¿õ°
…¶•€ ø³üñú ìñ†¶Œþ ‹±¬…²¬]12[.
…°‹†Ž|°›õÑ ìê˜ ì»}±ÿ ¤†è• {Ï†ìéþ ô Æ±Öýñþ ð~…°¬
‹éßú ¨~ì†– üà ›†ðŒú °… º†ìê ìþ|ºõ¬ Þú ¬° „ó Ö±ôºñ~û
ø† )…°…ˆú Þññ~â†ó Þ†æ ô ¨~ì†–( …ÆçÎ†– ‹ý»}±ÿ ð·Œ• ‹ú
ìõÂõÑ ìÏ† ìéú ¬…°ð~€ ôèþ ¨±ü~…° )¬°ü†Ö• Þññ~û( ðíý}õ…ð~
‹ú ¶†¬âþ „ó …ÆçÎ†– °… ‹~¶• „ô°¬€ ¬° ¤†èþ Þú ¶©• ‹ú
„ó ðƒýƒ†²ìƒñƒ~ …¶ƒ•. ðß}ú ìùî …üñßú ¬° …Þ±˜ ìõ…°¬ …ìß†ó ¬…°¬
…°…ˆƒú|Þƒñƒñƒ~û Þƒ†æ üƒ† ¨ƒ~ìƒ• …¤ƒ·ƒ†¹ øƒý¢|âõðú ìñ×Ï• ô ü†
¤~…Úê ð×Ð °… ¬° …üò ìÏ†ìéú ¬…º}ú€ è¯… ‹† ìýê ô °ÒŒ• Þ†ìê ¬°
…üò ìÏ†ìéú ‹† …°‹†Ž|°›õÑ º±Þ• ð~…º}ú ‹†º~. ìê˜ ¨~ì†–
¬°ì†ðþ€ Îéíþ€ „ìõ²ºþ ô ±ô°ºþ.
ì»}±ü†ó °… …² ›ñŒú|ø†ÿ ì©}éØ ìê˜ ìý³…ó °Â†ü•€ ðõÑ
°Öƒ}ƒ†°€ Úƒ~ìƒ• …°{ƒŒƒ†É€ ô Òƒý±û {Û·ýî|‹ñ~ÿ ìþ|ðí†üñ~€ Þú …²
›íéú „ðù† {Û·ýî ‹ú ì»}±ü†ó ¬…¨éþ ô ¨†°›þ …¶•. ì»}±ÿ
¬…¨éþ º†ìê Þ†°Þñ†ó ¶†²ì†ó ô ì»}±ÿ ¨†°›þ ¶†ü± …Ö±…¬ô
ìõö ¶·†– ¨†°ž ¶†²ì†ó °… º†ìê ìþ|ºõ¬. ]02[
…¾ƒõë ô ìƒŒƒ†ðƒþ Æƒ±§ {ƒßƒ±üƒî …² ðƒËƒ± {ƒ‰ƒõ°üƒßƒþ ‹ƒ± ›ƒé
°Â†ü• …°‹†Ž|°›õÑ ô {†ìýò ìñ†ÖÐ …ô …¶}õ…° …¶•. Æõ°ÿ Þú
¬° øƒíƒú ¤†ë ìñ†ÖÐ …°‹†Ž|°›õÑ ‹± ìñ†ÖÐ Þ†°Þñ†ó ô ìõö ¶·ú
…°›¦ …¶• ]1[ ô Þ†°Þñ†ó ìõö ÊØ ô ‹éßú ìœŒõ°ð~ ¬° …üò °…¶}†
â†ï ‹±¬…°ð~. Ÿ±… Þú …¤·†¹ ìþ|Þññ~ ‹ú ¾õ°– ì¥·õ¹ ô
ðƒ†ìƒ¥·õ¹ {õ¶È ‹†²°¶†ðþ …² Þíý}ú|ø†ÿ ôüµû Æ±§ {ß±üî
²ü± ðË± ì~ü±…ó ìõö ¶·ú ô ‹éßú ìÛ†ì†{þ ‹†æ{± ðË†°– ô Þñ}±ë
ìþ|ºõð~ ô {õ¶È …°‹†Ž|°›õÑ ðý³ ‹ú °…¤}þ ìõ°¬ ‹†² ¨õ…¶•
Úƒ±…° ìƒþ|âƒýƒ±ðƒ~. èƒ¯… Þƒ†°ìƒñƒ~…ó ‹ƒ† …¤·†¹ ðË†°– ô ‹†²°¶þ
ì~…ôï ô {õÚÏ†– °ô² …Ö³ôó ô â†|ø† Òý± ìñÇÛþ …°‹†Ž|°›õÑ Þú
¬° {ƒÏ†ìê ‹† „ðù† ô …°…ˆú ¨~ì†– ð×Ð Ÿñ~…ðþ Òý± …² ¤ÛõÝ ô
ì³…ü†üþ Þú ÆŒÜ ìÛ±°…– …² ìõö ¶·ú ¬°ü†Ö• ìþ|Þññ~ Î†ü~º†ó
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Þí†ë èÇý×þ Ú±ìý¼€ üõ¶Ø ì¥íõ¬ÿ|Ö±
ðƒ©ƒõ…øƒ~ ºƒ~€ °ô² ‹ƒú °ô² ðƒ†°…Âþ {± ìþ|ºõð~ô …ìß†ó ‹±ô²
¨ƒƒçÚƒýƒƒ• ô ºƒßƒƒõÖƒƒ†üƒƒþ …¶ƒ}ƒÏƒ~…¬|øƒ†ÿ „ðƒùƒ† ¬° °…¶ƒ}ƒ†ÿ …°…ˆƒú
¨~ì†– ‹† Þý×ý• ì·}í± ‹ú ¤~…Úê ¨õ…ø~ °¶ý~.
¬° ¤ƒƒƒ†èƒƒƒþ Þƒƒƒú ¬° ¶ƒƒƒ†²ìƒƒ†ó|øƒƒ†ÿ ìƒ»ƒ}ƒƒ±ÿ|ìƒƒ~…° ‹ƒƒ† …ðƒ}ƒ©ƒƒ†Ž
Þƒƒ†°ìñƒ~…ðƒþ ºƒ†ü·}ƒú ô „ìƒõ²½ ô {ƒõ…ðíñƒ~¶ƒ†²ÿ ì·}íƒ± „ðùƒ† ô
…°{Œ†É ¬…¬ó ì·ý± …°{Û†ÿ ºÓéþ ô ìñ†ÖÐ Þéþ ô øíú|›†ðŒú „ðù† ‹ú
›ƒéƒ °Âƒ†ü• ø± Ÿú ‹ý»}± ô ¤×Ì ô …°{Û†ÿ ìý³…ó ôÖ†¬…°ÿ
ì»}±ü†ó ‹ú …ð¥†ÿ ì©}éØ€ ‹ýò ¨õ…¶}ú|ø†ÿ ì»}±ü†ó ¨†°›þ
¶†²ì†ó ô Þ†°ìñ~…ó ‹ú Îñõ…ó ì»}±ü†ó ¬…¨éþ ¶†²ì†ó€ …ø~…Ù ô
ÎçÚú ìñ~ÿ|ø† ô ìñ†ÖÐ ì»}±á °… …üœ†¬ ô {Ûõü• ðíõ¬û ô {±{ýŒþ
…{©†® ô Îíê ìþ|ºõ¬ Þú ‹† {Ï†ìê ‹ý»}± ô …°…ˆú ¨~ì†– ì}ñõÑ {±
ô ‹† Þý×ý• ‹ù}± ‹ú ì»}±ÿ€ ð×Ð ì†¬ÿ ô ìÏñõÿ ‹ý»}±ÿ ð¿ý
…°…ˆƒú ¬øñ~û ¨~ì• º~û ô …¤·†¹ °Â†ü• ô Ò±ô° ‹ý»}±ÿ
¨õ…ø~ ¬…º•. è¯… ¬° ôøéú …ôë ‹† {†ìýò ìñ†ÖÐ Þ†°ìñ~…ó ‹ú Îñõ…ó
Îƒ†ìéýò …¾éþ ô …ôèýú ¤×Ì ô …°{Û†ÿ ìý³…ó °Â†ü• ì»}±ÿ ‹†
ì~ü±ü• …¾õèþ ô ø~Öíñ~€ â†ï …¾éþ ¬° °…¶}†ÿ ì»}±ÿ|ì~…°ÿ
ô {†ìýò ìñ†ÖÐ ô…ÚÏþ …ô ‹±¬…º}ú ìþ|ºõ¬ ) ›~ôë 1(.
‹ƒñƒ†‹ƒ±…üƒò Îƒ~ôë …² …üƒò ºƒ±É …¾ƒéƒþ ô …¶ƒ†¶ƒþ ¬° Æ±§
{ƒßƒ±üƒî€ ìƒþ|{ƒõ…ðƒ~ ìƒñƒœ± ‹ú ð†°Â†ü}þ Ö³…üñ~û …°…ˆú ¬øñ~â†ó
¨~ì†– º~û ô ¶†²ì†ó ìœ±ÿ „ó °… ¬° °¶ý~ó ‹ú …ø~…Ù ¨õ¬
‹† Ÿ†è¼ ›~ÿ ìõ…›ú ¶†²¬.
ðÛ¼ Þ†°Þñ†ó ¬° ›é °Â†ü• ì»}±ÿ
ìõÖÛý• ø± {»ßýç– ¤†¾ê …ð}©†Ž ìñ†¶ …Ö±…¬ÿ …¶• Þú
‹±…ÿ Þ†°|ø†ÿ ìùî ô …¶†¶þ ‹±â³ü~û ìý»õð~. …øíý• Þéý~ÿ
ìñ†‹Ð …ð·†ðþ ¬° ¶†²ì†ó|ø†ÿ ý»±Ö}ú …ì±ô²ÿ ‹ú ¤~ÿ …¶• Þú
ì¥ÛÛýò …÷± ‹©»þ {í†ï {ßñýà|ø† ô {†Þ}ýà|ø† °… ðù†ü}†_  ‹ú Î†ìê
…ð·ƒ†ðƒþ ð·Œƒ• ìƒþ|¬øñƒ~. ²üƒ±… ìÏ}Ûƒ~ðƒ~ …¶}×ƒ†¬û ¬°¶• …² ð±ï
…Ö³…°ø† ô ¶©• …Ö³…°ø† ¬° ø± °º}ú ‹†Î™ Þ†°„ì~ÿ ô ‹ù±û|ô°ÿ
„ó ìþ|ºõ¬. ‹ú øíýò ›ù• …øíý• Þ†°Þñ†ó …² ¨õ¬ ì»}±ü†ó
‹ý»}± …¶•. ²ü±… …üò Þ†°ìñ~ ¨õŽ …¶• Þú ìþ|{õ…ð~ °Â†ü•
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[51] .~º ~ø…õ ¨úíÞ†¤ •‰ýø ô ï¬±ì ê‹†Û}ì
  ﻣﺪاري ﻣﺸﺘﺮي  ﻃﺮح ﺗﻜﺮﻳﻢ  ﻣﻮﺿﻮع ﻣﻮرد ﺑﺮرﺳﻲ  ردﻳﻒ
ﺗﻜ ــﺮﻳﻢ ﻣ ــﺮدم و ﺟﻠ ــﺐ رﺿــﺎﻳﺖ   ﻓﻠﺴﻔﻪ اﺻﻠﻲ؛  1
  رﺟﻮع ارﺑﺎب
ﺗﻜ ــﺮﻳﻢ ﻣ ــﺮدم و ﺟﻠ ــﺐ رﺿــﺎﻳﺖ
  (وﺧﺎرﺟﻲ از داﺧﻠﻲ اﻋﻢ)ﻣﺸﺘﺮي 
ﻫ ــﺎي ﺗ ــﺎﻣﻴﻦ ﻣﻨ ــﺎﻓﻊ و ﺧﻮاﺳ ــﺘﻪ   ﺗﻌﻴﻴﻦ و ﺗﺒﻴﻴﻦ ﻣﺎﻣﻮرﻳﺖ ﺳﺎزﻣﺎن در راﺳﺘﺎي؛  2
  رﺟﻮع ارﺑﺎب
ﻫ ــﺎيﺗ ــﺎﻣﻴﻦ ﻣﻨ ــﺎﻓﻊ و ﺧﻮاﺳ ــﺘﻪ 
  ﻣﺸﺘﺮي
ﻛﺎﻫﺶ ﺷﻜﺎﻳﺎت و ﺟﻠﺐ رﺿـﺎﻳﺖ   ﺗﻌﻬﺪ و ﻧﻘﺶ ﻣﺪﻳﺮان ارﺷﺪ ﺳﺎزﻣﺎن در راﺳﺘﺎي؛  3
  رﺟﻮع ارﺑﺎب
ارﺗﻘﺎي ﻣﺴﺘﻤﺮ ﻣﻴـﺰان رﺿـﺎﻳﺖ و
  وﻓﺎداري ﻣﺸﺘﺮي
اي ﻣ ــﺪﻳﺮان ﻣﻮﺳﺴ ــﻪ در ﻛﻤﻴﺘ ــﻪ   ﺑﺮرﺳﻲ و رﺳﻴﺪﮔﻲ ﺑﻪ ﺷﻜﺎﻳﺎت ﻣﺸﺘﺮي ﺗﻮﺳﻂ؛  4
  وﻳﮋه
ﻛﺎرﻛﻨﺎن آﻣﻮزش دﻳﺪه، ﻣﺘﻌﻬـﺪ و
  ﭘﺎﺳﺨﮕﻮي ﻣﻮﺳﺴﻪ
ﺗﻮاﻧﻤﻨﺪﺳـﺎزي ﻛﺎرﻛﻨـﺎن در راﺑﻄـﻪ ﺑـﺎ اﺻـﻮل وﻣﺒـﺎﻧﻲ ﺑﺮﻧﺎﻣﻪ آﻣـﻮزش و   5
  ﻣﺪاري؛ ﻣﺸﺘﺮي
ﻣﺪون، ﻣﺸﺨﺺ و دراوﻟﻮﻳـﺖ اول  ﻣﺒﻬﻢ و ﻧﺎﻣﺸﺨﺺ
  اﻗﺪاﻣﺎت
ﻣﺴﺘﻤﺮ و داﺋﻤﻲ، ﺗﻮﺳﻂ ﻛﺎرﻛﻨﺎن  ﻣﺘﻮاﻟﻲ و ﺑﺎ ﺗﻌﻴﻴﻦ اﻓﺮادي وﻳﮋه   ارزﻳﺎﺑﻲ ﻣﻴﺰان رﺿﺎﻳﺖ ﻣﺸﺘﺮي؛  6
  و ﻣﺪﻳﺮان
  ﻣﺴﺘﻤﺮ و ﺑﺪون ﻣﺤﺪودﻳﺖ  ﻣﻌﺪود و اﻧﺪك  ﻣﺸﺘﺮي؛اﺳﺘﻔﺎده از ﻓﻦ آوري روز ﺑﺮاي ﺑﻬﺒﻮد ﻛﻴﻔﻴﺖ و رﺿﺎﻳﺖ   7
  ﮔﺴﺘﺮده و ﻣﺪاوم  ﻣﺒﻬﻢ و ﻣﺤﺪود  ﺧﻼﻗﻴﺖ ﺑﺮاي ﺣﺮﻛﺖ ﺑﻪ ﻓﺮاﺳﻮي اﻧﺘﻈﺎرات ﻣﺸﺘﺮي؛  8
  ﺑﺮﻧﺎﻣﻪ رﻳﺰي ﺷﺪه و ﻓﺮاوان  ﻣﺒﻬﻢ و ﺑﺴﻴﺎر اﻧﺪك  ﻛﻨﻨﺪه؛ اﻳﺠﺎد ﻣﻨﺎﻓﻊ ﻣﺸﺘﺮك ﺑﻴﻦ ﻣﺸﺘﺮي و اراﺋﻪ  9
  ﮔﺴﺘﺮده و ﺟﺪي  ﻣﺒﻬﻢ و اﻧﺪك  اﻳﺠﺎد ﻋﻼﻗﻪ ﻗﻠﺒﻲ ﻧﺴﺒﺖ ﺑﻪ ﻣﺸﺘﺮي؛  01
ﻣـﺪاري و ﺗﻌﻬـﺪ ﺑـﻪ ﺗﺪوﻳﻦ ﻣﻨﺸﻮر اﺧﻼﻗﻲ ﺳﺎزﻣﺎن در راﺳـﺘﺎي ﻣﺸـﺘﺮي   11
  اﺟﺮاي آن؛
  ﻣﺸﺨﺺ و ﺟﺪي در ﻋﻤﻞ  ﻣﺸﺨﺺ وﻟﻲ ﻣﺤﺪود در ﻋﻤﻞ
  ﻣﺴﺘﻤﺮ و ﻓﺮاوان  ﻣﺤﺪود و اﻧﺪك  ﻣﺪاري؛ ﺗﺸﻮﻳﻖ ﻣﺮوﺟﻴﻦ و ﻓﻌﺎﻻن اﻳﺪه ﻣﺸﺘﺮي  21
ﻣـﻮرد اﺳـﺘﻔﺎده  ﻧﺎ ﻣﻨﻈﻢ و ﻛﻤﺘـﺮ   ﺑﺮﻗﺮاري ﻧﻈﺎم ﺑﺎز ﺧﻮرد و ﭘﻴﺸﻨﻬﺎدات ﻣﺸﺘﺮي؛  31
  ﮔﻴﺮد ﻗﺮار ﻣﻲ
  ﺟﺎﻣﻊ و ﭼﻨﺪ ﺟﺎﻧﺒﻪ
  ﺟﺎﻧﺒﻪ ﻣﺴﺘﻤﺮ و ﻫﻤﻪ  ﮔﻴﺮد ﺑﺮ ﺣﺴﺐ ﻣﻮرد ﺻﻮرت ﻣﻲ  ﻫﺎ؛ اﺻﻼح و ﻣﻬﻨﺪﺳﻲ ﻣﺠﺪد ﻓﺮاﻳﻨﺪ  41
  ﻣﺘﻌﺪد و ﻓﺮاوان  ﻣﺤﺪود   اﻧﻌﻄﺎف ﭘﺬﻳﺮي و ﺗﻨﻮع در اراﺋﻪ ﺧﺪﻣﺎت و ﻛﺎﻻﻫﺎ؛  51
  ﻣﺘﻌﺪد و ﻓﺮاوان  ﻣﺤﺪود  آﻳﻨﺪ ﺑﺮاي ﻛﺎرﻛﻨﺎن ﺑﺎﺷﺪ؛ آور اﺣﺴﺎس ﺧﻮش ﻋﻤﻠﻴﺎت ﺳﺎزﻣﺎﻧﻲ ﭘﻴﺎم  61
  ﻣﻠﻤﻮس و ﻣﻮرد ﺗﺎﻛﻴﺪ  ﻣﺤﺪود و ﻛﻢ اﻫﻤﻴﺖ  ﺑﺎﻻ ﺑﺮدن ﻗﺪر وﻣﻨﺰﻟﺖ ﻛﺎرﻛﻨﺎن ﻧﺰد اﻓﺮاد ﺧﺎرج ﺳﺎزﻣﺎن؛  71
  ﻣﺘﻌﺪد و ﻓﺮاوان  ﻣﺤﺪود  ﻫﺎ؛ ﺗﻘﻮﻳﺖ اﻫﺪاف ﻣﺸﺘﺮك ﺑﻴﻦ ﻣﺪﻳﺮﻳﺖ، ﻛﺎرﻛﻨﺎن و ﻣﺸﺘﺮي  81
  ﻓﺮاوانﻣﺘﻌﺪد و   ﻣﺤﺪود  ﻫﺎي ﻣﺎدي و ﻣﻌﻨﻮي؛ اﻳﺠﺎد اﻧﮕﻴﺰه در ﻛﺎرﻛﻨﺎن ﺑﺎ روش  91
  ﻣﺘﻌﺪد و ﻓﺮاوان  ﻣﺤﺪود  ﻫﺎﻳﺸﺎن؛ اﻋﻄﺎي ﻣﺴﺆﻟﻴﺖ ﺑﻪ ﻛﺎرﻛﻨﺎن ﻣﺘﻨﺎﺳﺐ ﺑﺎ ﻣﺴﺆﻟﻴﺖ  02
  ﻣﺘﻌﺪد و ﻓﺮاوان  ﻣﺤﺪود  اﺳﺘﻔﺎده از ﻧﻈﺮات ﻛﺎرﻛﻨﺎن ﺑﺪون در ﻧﻈﺮ ﮔﺮﻓﺘﻦ ﺳﻠﺴﻠﻪ ﻣﺮاﺗﺐ ﺳﺎزﻣﺎﻧﻲ؛  12
  ﻓﺮاوان  اﻧﺪك  اﺣﺴﺎس ﺗﻌﻠﻖ ﺧﺎﻃﺮ ﻛﺎرﻛﻨﺎن ﺑﻪ ﺳﺎزﻣﺎن و اﻫﺪاف آن؛  22
  ﻓﺮاوان  اﻧﺪك  ﻫﻨﮕﺎم روﻳﺎروﻳﻲ ﺑﺎ ﻣﺸﻜﻼت و ﺧﻄﺮات؛ﺣﻤﺎﻳﺖ ﻛﺎرﻛﻨﺎن ﺑﻪ   42
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Latifi Qarmish K.1 / Mahmoodifar Y.2
A comparative study between content of honoring program
and concepts and principles of consumer orienting
Introduction: Customer- centered principle in the new management theories is considered as
a main direction in today's organizations, because with customers' satisfaction inside and
outside of the organization, established its efficacy to organizational productivity. Honoring
program as one of the reforming programs in the country has been done with customer
satisfaction as its concreted bases. The aim of this study is to evaluate the honoring program
comparing to customer-centered principles and fundamentals. 
Methods: Presented paper has been developed as literature review; using the library and
internet sources, and recording and analysis direct, wide, and object authors experiences in
governmental organizations. In addition to explain the objectives of honoring program, and
presenting it as a customer-centered approach for country -wide official reform, we tried to clear
the importance of inside costumer (employees) satisfactions, and empowering and motivating
them as a prerequisite  to accomplish and adapt with costumer centered principle. It is necessary
to pay attention to such studies, because of being new subjects and using it in countrywide.
Literature review: Most of the studies showed that human recourses is the most problematic
issue in the official system due to the subject; because of lack of motivation, economical
problems and their needs, conservative aspects of job and undesirable work relations. In system
and method section, it has been pointed to the less costumer honoring and quality management
attention to the customer honoring is the share point for all these studies, in the approval law
about costumer honoring, providing the customer benefit's is Poirier on the organizations' and
the service providers, which the satisfaction of the organization has been challenged because of
the matter.
Conclusions: Customers honoring program is a customer centered approach due to
administration system reform in country, it is a must to put the inside customers in the first place
by empowering, supporting and make motivations for the service providers with the practical
and scientific management, so that with gaining their satisfaction, the continuing quality
improvement achieve and therefore, the outside customers' satisfactions also would achieved.
Keywords: People honoring program, Consumer-orienting, Client-orienting
1- M.S. in Health Services Management
2- Faculty member of Azad University, Mahabad Branch
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